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Hi, I’m Kate



We’re a strategic design 
consultancy that helps 
organisations understand and 
solve complex problems

We do things like:

● User research
● User experience design
● Service design
● Organisation design
● Capability building
● Digital design and development



Agenda

What we are going to do today?

9:35 

10:00 - 10:20

10:20 - 10:35

10:35 - 11:20 

11:20 - 11:30

Intro to Design Thinking

Design Thinking in Practice

Morning tea

Co-design activity

Wrap up



Design Thinking
Desirability Viability

Feasibility

(HUMAN) (BUSINESS)

(TECHNICAL)

Innovation

Design thinking gives non-designers access to the 
innovative approaches that designers use to discover 
opportunities, define solutions, develop and deliver 
user value.

It helps us understand what is:

– desirable;

– viable; and 

– feasible.



There are many models of Design Thinking 

All attempt to articulate a process, or a set of principles, for problem 
framing and problem solving

All start with the need for discovery and definition before building things

All are human-centred, focusing on addressing people’s needs and wants



DISCOVER DEFINE DEVELOP DELIVER

The Design Process – The “Double Diamond”

Insight into the problem. The area to focus on. Potential solutions. Solutions that work.
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Adapted from the British Design Council (2005)



Design Thinking & 
Human Centred Design

Designing for and with real people, 
and making decisions based on real 
needs



Human Centred Design 
(HCD) gives us practical, 
repeatable methods to — 

1. Identify real needs
2. Prototype solutions
3. Continuously assess
4. Democratise decisions
5. Imagine futures



Identify real needs

- Grounded: in real stories and 
scenarios.

- Compelling: observations, and 
particularly quotes, are hard to 
ignore.



Human Centred Design 
(HCD) gives us practical, 
repeatable methods to — 

1. Identify real needs
2. Prototype solutions
3. Continuously assess
4. Democratise decisions
5. Imagine futures



2. Prototype solutions
- Accessible: HCD methods make it 
easy for anyone to tell their story and 
make suggestions.

-  Visible: It gives people a chance to 
make invisible parts of their lives visible, 
through different forms of 
communication

●



Human Centred Design 
(HCD) gives us practical, 
repeatable methods to — 

1. Identify real needs
2. Prototype solutions
3. Continuously assess
4. Democratise decisions
5. Imagine futures



3. Continuously assess
- User testing: advocates for 
continuous validation and evaluation.

- Hypothesis forming: teaches us that 
design is about asking questions, as 
well as providing solutions.



Human Centred Design 
(HCD) gives us practical, 
repeatable methods to — 

1. Identify real needs
2. Prototype solutions
3. Continuously assess
4. Democratise decisions
5. Imagine futures



4. Democratise decisions
- Tangible choices: User- centred 
design techniques make both problems 
and solutions tangible.

- Malleable decisions: once tangible, 
people have a better chance at shaping 
outcomes.



Human Centred Design 
(HCD) gives us practical, 
repeatable methods to — 

1. Identify real needs
2. Prototype solutions
3. Continuously assess
4. Democratise decisions
5. Imagine futures



5. Imagine futures

Good design gives people the tools to 
imagine alternatives, and to design a 

future for themselves.



Design Thinking for 
Product and Service 
Innovation



FineFixer

Using design thinking to help figure out 
ways to intervene in an existing process

finefixer.org.au





What did we build 
and why?



Innovation = Technology

“Often, our callers tell us they 
are overwhelmed and look to 
us for what to do next.”

— Ali Yildiz, VLA



We were designing something to intervene 
in an existing process 

● HCD gives us methods to help figure 
out how to intervene in useful ways

● The innovations in FineFixer are not 
technological, they are innovations in 
language and clarity

Innovation = Technology





Understanding where 
FineFixer fit within the 
system was critical to 
building something useful



FineFixer is a 
self-help tool...

It’s also an education tool

There is real value in making the fines system more 
legible to the public — AI and Chatbots can be 
useful, but are not always legible





FineFixer is a 
self-help tool...

It’s also an triage tool

We wanted to direct people who really do need real help, 
and balance that with privacy issues



“Our clients just struggle, default, 
and go back to court or jail.”

— Damian Stock, VLA



FineFixer is a 
self-help tool...

It’s also an assisted help tool

CLCs, VLA, Financial Counsellors, Social 
Workers — these are “users” too





http://bit.ly/2nxh6dK

Street Smart

Helping young people know their legal 
rights and obligations





A cycle of disadvantage

Aggressive encounters with 
authorities on public 
transport are often the first 
time young people move 
from civil to criminal 
offences. 

Public transport fines 
perpetuate financial 
hardship, which can lead to 
further cycles of 
disadvantage.



Listening to young 
people’s stories

We interviewed homeless and 
disadvantaged youth from 
Melbourne and Geelong 
about their public transport 
experiences, asking them – in 
the presence of a lawyer – to 
tell us about times they had 
conflict with authorities.  





Mapping helps establish 
what’s going on, and 
what’s possible

We mapped out out all of the 
interactions between the 
young people and authorities 
allowed us to see an 
overwhelming amount of 
misinformation and 
assumptions, and to identify 
a clear need for education 
about legal rights and 
obligations.



Working with experts

Worked with legal experts 
and young people to 
collaboratively develop 
streetsmartvic.com.au

Produced a report which has 
helped Youthlaw to apply for 
funding for other projects, 
and has been shared across 
the community legal sector



JustConnect

Using design thinking to improve access to 
justice using audiovisual communications





Motivated by 
technological and 
financial factors

Reducing custodial transport 
across NSW

Replacing aging audiovisual 
communication technology



Research with over 
400 current and 
potential system 
users

Uncovering needs, goals, 
motivations, and opportunities

Aboriginal Legal Services (NSW/ACT)

Community Corrections

Corrective Services

Courts

Department of Public Prosecutions

Expert Witnesses

Hospitals

Justice Health & Forensic Mental Health Network

Juvenile Justice

Legal Aid NSW

NSW Police

Private Legal and Medical Practitioners

…. in metropolitan and regional locations in NSW (and 
some people located interstate)



… not to mention 
those at the heart of 
the system

Uncovering needs, goals, 
motivations, and opportunities

Visiting families and friends of inmates 
and juvenile detainees

Detained persons at a 
maximum-security location











● Rapid prototyping and user testing of 
wireframes and concept designs with 
representative Justice agency users 
helped us quickly identify UI and 
technological changes required

● Physical prototyping helped us work 
out the rhythm and flow of 
communications between different 
agencies involved in court 
appearances and legal consultations

● Observation of correctional centre and 
juvenile detention centre audiovisual 
suites led to partnership with UTS 
industrial designers and architects to 
build a template concept for an 
optimal audiovisual suite

Opportunities and fixes 
we identified

Generating ideas and prototyping 
solutions



● The Justice system is characterized by ‘siloed’ 
working practices, and hierarchies and tensions 
between agencies. 

● Timely access to Justice is crucial, and the 
system aim is to provide the best possible 
representation for the person in custody. 
However, this relies upon effective inter-agency 
communication and cooperation.

● Frequently engaging with a range of agency users 
was critical to balance needs, outcomes, and 
most importantly, buy-in.

● Participatory workshops were a good way to 
opportunities to validate our understanding of 
the situation ‘on the ground’ with stakeholder 
groups

● Physical prototyping in real life scenarios of 
typical use with participants from the various 
agencies working to complete tasks during two 
service ‘enactments’ - professional legal 
consultations, and a court appearance (by a 
defendant and a police witness)

Lessons we learned

Ways of working, and influence on 
policy and implementation strategy





Morning tea

TAKE A BREAK



How might we make legal information 
more accessible to Victorians?

OUR PROBLEM



Journey Mapping

(15 mins)

How do people access
legal information?

Map those steps on the template 
provided in groups of 4-5. 

DISCOVER



Opportunities

(10 mins)

What are the pain points in the 
journey? Write them on red 
post-its and place it on the journey. 

How might we fix them? Write 
your ideas on green post-its and 
place on the journey. 

DEFINE

?



Co-Design

(10 mins)

Now you’ve identified some 
opportunities and ideas,
sketch some solutions.

DEVELOP



Share Back

(20 mins)

What did you come up with?

How will it solve the problem of 
making legal information more 
accessible?



● Sharing people’s stories of hardship and 
need is powerful — putting people and 
their needs at the centre avoids a 
‘tech-centric’ focus to making change

● Continuously assess — working to fixed 
budgets means careful targeting of effort

● Prototype solutions — you often need to 
propose a solution to get the funding in the 
first place — use prototypes early to make 
sure you are on the right track

● Technological change is hard-won – 
legacy systems and data incompatibilities 
can significantly slow down implementation

● Be ready to pivot — use every opportunity 
to identify strategic value — don’t just make 
the thing you said you would make if a better 
solution becomes apparent

Lesson we’ve learned 
working with the Legal 
Sector



Thank you!

Kate Goodwin
Experience Design & Strategy Lead

www.papergiant.net


